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GENERAL ARTICLES 


New PLUS president has unique perspective 
As PLUS's first non-American president, Peter Cottrell has a broad, yet focused 
view of the industry's challenges and needs 
Rough Notes celebrates 125 years of service 
1878-1900 
14th Annual Rough Notes Marketing Agency of the Year candidates 
Winner will be chosen by previous years’ cover agencies 
New NAPSLO president takes helm 
Nicholas Cortezi reflects on state of the industry 
PF&M Companion—November 2002 form and endorsement changes 
Two Views on 2003: 
Conning—P-C results improving; !.1..—Credit scoring likely to be year's hot topic 
Public Policy Analysis & Opinion—Waist deep in the big muddy 
Rough Notes celebrates 125 years of service 
1900-1920 
Young Agents—Preserving tradition, embracing progress 
Georgia agency's rich history is springboard for Trey Sherwood's career 
Young Agent Forum—Opportunity knocks 
PF&M Companion—December 2002 form and endorsement changes 
Everyone's a winner at the Chubb Charity Challenge 
Annual tournament raises $600,000 for charities 
Monitoring your carriers 
There's more to tracking your carriers’ financial health than watching the ratings 
Regional insurers thrive despite prediction of their demise 
Conning study explains underwriting superiority, faster growth of regionals; 
agents not surprised by regional company success 
Credit score providers address concerns 
CPCU panel probes the mechanics and the rationale for controversial tool 
Accountants on the move 
Lateral exposures heightened by scandals 
Financial services market changing but not as predicted by many analysts 
How do independent agents fit into the evolving post-GLBA landscape? 
Rough Notes celebrates 125 years of service 
1920-1930 
Joint industry forum 
Gathering of CEOs and analysts studies the terrorism risk 
PF&M Companion—January 2003 form and endorsement changes 
Fighting alcohol abuse can benefit insurers 
Agent focuses on professionals who help alcoholics and other substance abusers 
Public Policy Analysis & Opinion—Power plays will shape regulatory framework 
What you don’t know can hurt you 
Hartford study finds that many personal lines customers are unaware of discounts 
Young Agents—Partnering for success 
Robyn Holt succeeds as both a producer and agency co-owner 
Public Policy Analysis & Opinion—Power brokers must not become cheerleaders 
Rough Notes celebrates 125 years of service 
1930-1940 
Rough Notes presents Community Service Award 
Oswald Trippe and Company is the Agency of the Year 
Florida firm's outstanding growth depends on its commitments to four constituencies 
Lloyd’s chairman stresses “interdependence” of U.S. and U.K. markets 
Lloyd's first chairman from outside the insurance industry describes the road to transparency 
RIMS President Mandel wraps up successful year 
Passage of terrorism act cited as one of the year’s highlights 
Mega magic 
CICs and CRMs head to Denver for an educational smorgasbord 
AAIS Perspective—Interpreting insurance policy language 
Lessons in Leadership—The perfect job 
Rough Notes celebrates 125 years of service 
1940-1950 
PF&M Companion—March 2003 form and endorsement changes 
Strengthening the Front Line—Build your career security 
Customer Service Focus—Goal setting to enhance your career 
The nightmare of identity theft 
Coverage is available and should be recommended 
Rouyh Notes celebrates 125 years of service 
1950-1960 
Enterprise Risk Management—ERM: Who will lead the charge? 
Confusion reigns 
Study finds that new terrorism law generates more questions than answers 
Public Policy Analysis & Opinion—A political dance of death 
Young Agents—Business is brewing in Michigan 
A bit of the old country provides new opportunities for Greg Rummel 
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Flough Notes celebrates 125 years of service 
1960-1970 
Young Agent Forum—Leaving Las Vegas with new skills and more 
AAIS Coverage Perspective—Bad faith and excess liability 
Rough Notes celebrates 125 years of service 
1970-1980 
Public Policy Analysis & Opinion—Calling Mr. Rove! 
AAIS Coverage Perspective—The tort liability system-A dilemma in need of immediate attention 
Public Policy Analysis & Opinion—NCOIL must balance policy, politics and the law 
Rough Notes celebrates 125 years of service 
1980-1990 
Learning for life 
Gearing up for growth and change with new CPCU and IIA programs 
Young Agents—Making a difference 
In the insurance industry and his community, Alan Hedrick helps others better themselves 
Industry problems have international flavor 
Report from the International Insurance Society meeting 
Public Policy Analysis & Opinion—Pax NAIC 2003 
Salvage as a risk management tool 
Agents can save money for clients by using salvage after a loss 
The Rough Notes Company Community Service Award 
Magazine seeks nominations for 5th annual award recognizing independent 
agents for outstanding community service 
Rough Notes celebrates 125 years of service 
1990-2000 
Risk Managers’ Forum—Risk management's role in countering global terrorism 
Public Policy Analysis & Opinion—Mixology 101 
Violence in the workplace a growing threat 
Chubb product offers protection 
Irma Award recognizes professional achievement 
Marion Heaberlin is this year’s honoree 
Big insurers redirect capital 
Royal retrenches, Travelers picks up the pieces; other big companies fade away or alter course 
Publiic Policy Analysis & Opinion—Supreme Court remains silent on OCC actions 
Young Agents—Determination and drive 
Angela Vasquez’ career reflects resolve and hard work 
Workers comp increases are ameliorating 
But bad times are still ahead 
Young Agent Forum—Young agents’ accomplishments grow 
Rough Notes celebrates 125 years of service 
November 10, 1878, saw the birth of a new magazine dedicated 
to the independent insurance agent 


LIFE/HEALTH & FINANCIAL SERVICES 


When life happens: A new trend in employee benefits 
Fortis partners with Work & Family Benefits to help employees balance 
career and life challenges 

Benefits Business—C-DHP: Where is the movement headed? 

Benefits Business—Prescription drug cost containment 

Benefits Business—Wellness programs 

Benefits Business—Optional benefits aren't always a positive 

Benefits Business—Extra health care services: Costs that may provide overall savings 

Benefits Business—Business travel coverage now a risk management concern 

Benefits Business—Mental health parity 

Benefits Business—PEOs can help you grow with your clients 

Benefits Business—Stress relief for employee benefits administrators 

Benefits Business—Help on the horizon? 
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MANAGEMENT 


Client Nurturing—Personal, thoughtful ways to stay in touch 
Strengthening the Front Line—Mind your P’s and Q's 
Agency Financial Management—Anatomy of a merger 
Risk Managers’ Forum—The changing world of crisis management 
Customer Service Focus—The pivotal roles of customer service professionals 
Producer compensation linked to agency size 
BMG compensation study finds that size does matter 
Winning Strategies—tt's really pretty simple 
Lessons in Leadership—Little things mean a lot 
Producer-Related Issues—Writing the big ones: Part One 
Accounting for intangible assets 
Changes in accounting rules affect agency acquisitions 
Agency Financial Management—Rational agency planning in a hard market 


Producer-Related Issues—Writing the big ones: Part Two 

Customer Service Focus—Service that truly makes a difference 
Winning Strategies—Don't get fat, dumb, and happy 

Agency Financial Management—M&As-Thinking outside the box 
Producer-Related Issues—Be prepared to innovate 

Risk Managers’ Forum—Risk control: Communication is key, Part One 
Customer Service Focus—The agency frontline 


Lessons in Leadership—What do you do when you're having a bad day? 
Agency Financial Management—Agency consulting services 
Producer-Related Issues—Will your prospects commit? 
Non-solicitation, non-disclosure and confidentiality agreements 

A tool to protect your agency's assets and increase your agency's value 
Customer Service Focus—Successful agencies want successful CSRs 


Customer Service Focus—Moving up 


Strengthening the Front Line—Can't get no [job] satisfaction 
Agency Financial Management—Agency perpetuation plans-written in stone? 
Lessons in Leadership—The buck starts here 
Risk Managers’ Forum—Risk control: Communication in the real world, Part Two 
Producer-Related Issues—Building and maintaining a successful sales force 
Winning Strategies—Are you pulling weeds? 
Strengthening the Front Line—Giraffes, eggs, frogs, and other management strategies 
Customer Service Focus—t's a matter of style 
What makes a high quality customer service team? 
Managers from two agencies discuss CSR motivation, work allocation and 
how they've elevated the role of account manager 
Producer-Related Issues—The automated agent 
Agency Financial Management—The art of the agency deal 
Winning Strategies—Become the agency everyone wants 
Producer-Related Issues—Clients’ first impressions make or break producers 
Lessons in Leadership—t love my cubicle ... and other myths 
Agency Financial Management—Balancing agency profitabiity and producer productivity 


Customer Service Focus—Boost CSR performance with the right rewards 


Agency Financial Management—Competing for agency acquisitions 
Customer Service Focus—Disaster planning 

Producer-Related Issues—A balancing act 

Strengthening the Front Line—Office Etiquette 

Lessons in Leadership—Should | hit the ground running? 


MARKETING 


Informal partnership gives agents clout 

Combined Agents of America is an affiliation of 28 Texas agencies 
Equipment maintenance insurance coverage 

A product that enables you to cut insurance costs for your clients 
Enterprise Risk Management—The mystery of ERM 
A consistent social services market for over 20 years 

Great American combines unique coverages with claim 

and loss prevention services 
Growth Strategy Review—Cybersecurity: Opportunities for agents 
Cyber theft 

Insurers provide products for growing exposures, 

but more client education is needed 
Reaching their potential 

Smart Choice® lets agents choose their path to success 
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ARTICLE TITLE 


Carrier service centers gain momentum 
Three insurers report increased agent acceptance 
Growth Strategy Review—Profiting from copyrighted materials 
Enterprise Risk Management—ERM to the rescue 
Boosting Sales Efficiency—Put sales last to succeed 
Enterprise Risk Management—The time for talk is over 
IMMS lessens market woes 
Expanded CompleteMarkets feature helps IMMS members tap into new markets 
TMPAA puts retail agents in touch with new markets 
Web site lets independent agents search for program 
administrators with needed programs 
St. Paul offers something else in the small commercial market 
St. Paul responds to agents survey in designing product offering 
Boosting Sales Efficiency—Do the math 
Enterprise Risk Management—Derivatives: Do they have a place in ERM? 
Helping clients keep workers comp costs down 
Errors in premium audits often lead to overcharges 
Market clout in Pennsylvania 
Keystone Insurers Group enables 66 agencies to gain market 
access, achieve higher contingency income 
All employer-related services in one basket 
Applied Underwriters integrates workers comp with payroll and other services 
Diversification is key to success in the medical field 
Chubb Health Care offers a number of specialty products to medical providers 
Growth Strategy Review—Insurance agents as business continuity planners 
Weathering the perfect storm 
Underwriting discipline plus balance sheet strength propel Arch Insurance Group 
through choppy seas 
Enterprise Risk Management—ERM just got easier 
Why buy an agency? 
A look at independent agency acquisition strategies 
Boosting Sales Efficiency—The invisible part of marketing, Part Two 
Enterprise Risk Management—ERM's biggest challenge? 
MAIA offers unique cluster approach for market access 
Agencies are encouraged to go out on their own 
Enterprise Risk Management—Captives should broaden their focus 
Gulf teams with Corpedia on ethics course 
Insurer will offer underwriting credit for D&O customers who complete the course 
Mastering agency management 
Agents put theory into practice at Appalachian State University’s Insurance Executive Program 
Growth Strategy Review—Engaging before merging 
E&O training goes in-house 
Aon Specialty Products Network sends E&O insturctor to agents’ offices; 
attendees qualify for CE credits 
Sponsored section—Target Markets 
Agents are important to AIG Auto 
Division's new name—AIG Agency Auto—reflects reliance on the independent agent 
Small business niches differentiate Penn National Insurance 
Insurer's appetite is defined and supported with tools for agents 
Enterprise Risk Management—ERM takes another step forward 
Customer Service Focus—Preventive home maintenance 
Markets and much more 
Midlands Management provides a plethora of insurance 
and risk management services 
Boosting Sales Efficiency—The seven deadly sins of insurance marketing 
Enterprise Risk Management—Trouble in the boardroom 
Growth Strategy Review—Merger mechanics 
Enterprise Risk Management—The perfect storm 
Building a reliable support system for agents 
Insight offers E&O markets for accountants, architects, engineers and agents 
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ARTICLE TITLE 


Banks continue to buy agencies 
Agency acquisition is the preferred strategy for banks participating in the P-C market 


MARKETING AGENCY OF THE MONTH 


Not your typical agency 

Clients, companies and employees all come first at Brewer & Lord 
Everything designed with the customer in mind 

Dallas/Fort Worth agency succeeds by looking through the customer's eyes 
Answer the phone and have a good time 

Revenues grow to $40 million in 15 years as casual atmosphere fuels entrepreneurship 
Local tradition, global power 

St. Louis brokerage Daniel & Henry proudly serves its 

home city while doing business around the world 
Consistent core values provide the starting point at Bratrud Middleton 

Change and individual initiative spring from a solid center 
Gulfshore joins Florida’s west coast growth boom 

From zero to $65 million in 33 years 
Making hay from agricultural accounts 

LaMair - Mulock - Condon is largest agribusiness writer in lowa and Illinois 
Unselfish teamwork helps Gibson Insurance Agency grow 

Strong focus on safety and loss prevention enhances the professionalism 
E.G. Bowman celebrates 50 years of success 

Putting policyholders first helps build a loyal clientele 
Growing their own in Madison, Wisconsin 

Mortenson, Matzelle & Meldrum fosters and nurtures talent 
HF&C: 75 Years of Service 

Syracuse agency's growth is aided by its |SO-certified commitment to quality 


ORGANIZATION PROFILES 


Tackling tough risks 

R.V. Howard & Associates, Inc., thrives on challenges and complex problems 
A balancing act 

The right mix of underwriting, agent/company relationships, and internal checks 

and balances has proven successful for Metro insurance 
A silver lining for the nursing home industry 

Risk control and research drive Arrowhead's new program for safety-minded nursing homes 
Navigating the commercial marine market 

LIG Marine Managers offers solutions, service, and savvy 
Insuring emergency responders 

VFIS comes to the rescue with insurance, risk management, and consulting services 
Wholesale power for retail agents 

As the new kid on the block, American Wholesale puts its clout to work for independent agents 
Five Star Managers achieves five star growth 

Managing general underwriter doubles premium to $20 million in ‘02 
The language of safety 

Accident and injury rates drop when non-English speaking workers “learn by doing” 
Protecting the protectors 

Izzo Insurance crafts winning solutions for agents and their clients in the security industry 
Hard market hits homeowners insurance 

MacNeill has plenty of capacity in Florida 
Barbies & baseballs & bears (& more) 

What do your clients love to collect? Chances are, American Collectors can cover it 
RRG for smaller contractors 

National Builders reaches 15 states in less than two years 
Tiger power 

Smart, fast, and flexible, Princeton Risk Managers eats tough risks for breakfast 
Delivering powerful solutions 

It's business unusual at Alea Alternative Risk, where tough risks can find a stable home 
FCCI expands territory and product 

Company offers all lines in 13 states; plans to become national 
Striving for vertical growth 

Focusing on six critical indicators, The Sitkins 100 group pushes successful 

agencies to new heights 
Insurance in the city 

Bringing together urban insurance buyers and carriers is the mission of the Urban 

Insurance Partners Institute 
Reinvigorating Willis 

From the top down, client advocacy is the new religion for this once-staid British brokerage 
Jones Brown revives the J&H dream 

Focus is on bringing added value to certain market segments 
The survival solution 

Agents in California's United Valley cluster share markets, know-how, and profits 
Family-owned MGA builds a better mousetrap 

Vision and determination help Washington, D.C., agency become leader 

in designing expatriate insurance 
What's in a name? Concern-lf it belongs to a high profile person 

Carnegie Insurance Service provides personalities, including sports 

figures, with necessary coverage 
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ARTICLE TITLE 


PERSONAL LINES 


Personal Lines Selling—Changing times require changes in recruiting styles 
Personal Lines Selling—Selling homeowners insurance 
Coverage Concerns—Understanding flood exposure and coverage 
Personal Lines Selling—Public relations 
Risk Management—Named driver exclusion shouldn't be ignored 
Put the “personal” back into personal lines 
Seven strategies to reclaim your clients 
Coverage Concerns—When economic hardships force cutbacks in coverage 
Personal Lines Selling—Reach out and touch 
Coverage Concerns—Earthquake activity prompts coverage review 
Personal Lines Selling—Retaining your personal lines accounts 
Coverage Concerns—Understanding how UM/UIM coverages apply 
Coverage Concerns—College student risks and insurance needs 
Personal Lines Selling—Back to the basics 
Coverage Concerns—Explaining coverage restrictions to insureds 
Renters insurance—An under-served market 
With 50 million-plus uninsured renters in the U.S., a huge potential 
is often overlooked by agents 


REBUILDING COST CHART 


Spring 
Summer 
Fall 
Wintcr 


SPECIALTY LINES 


Contractors market 
Tight conditions dictate alternative methods of insuring risks in this class of business 
Recreational/personal watercraft market 
Smooth sailing or choppy waters? 
Gaining access to middle market environmental business 
PBC Environmental—wholesaler owned by Hub International—helps agents 
with mid-market risks 
Alternative market grows as rates harden 
Captives and other alternatives have become extremely popular 
Preferred Club Program sits atop the leader board 
Program combines risk management services with complete package of A++ coverages 
Specialty lines annual outlook 
Focus on the insurance industry specialty lines market 
Risk Managers’ Forum—That's entertainment! 
SRS leads the crane and rigging field 
Litigation management and loss control help keep losses down 
Hospitality industry 
Hotels, bars, and restaurants 
IC Group offers international reach for promotions 
PRM™ and technology expertise are differentiators for this Canadian broker 
Filling the gap in long term care liability 
A new Florida risk retention group offers stable coverage and top-flight risk management 
Workers comp expertise and capacity 
PMC responds to changing market demands 
Special Section—AAMGA 
Special events 
Insuring special events, promotions and prize indemnification 
Employment practices liability 
Some good news 
Under the bright lights 
The show—and lots of other entertainment—goes on, with help from 
Entertainment Brokers International 
Umbrella and excess liability market 
Umbrella market is leveling out, but it is not a soft market 
Private schools: A growth market 
Markel expands its private school coverage to include K-12 and specialty schools 
Long-haul trucking 
It's not a hard market; it's a market crisis 
Trafalgar sails forth into recreational marine market 
California-based MGA acquires INAMAR's wholesale recreational marine business 
Proposed legislation would stimulate 
Pay for play leisure risks 
Today's market-more paying, less playing 
Long term care market potential keeps growing 
Proposed legislation would stimulate consumer interest 
Professional liability—life after med mal 
St. Paul is a major player in professional liability, despite its exit from 
medical malpractice market 
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